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ABSTRACT 


Aim: To present a developed model of effective factors in customers’ 


switching intentions and their behavioral intentions in the insurance 
industry using the method of structural equations and fuzzy inference 
system. 

Methodology: In terms of research method, this study is in the category of 
descriptive-analytical studies, and its statistical population consists of 
customers of insurance companies in Alborz province. For the purpose of 
sampling, Cochran's formula was used and based on this, 386 customers 
participated in the present study (by stratified random sampling method). 
The data were collected with standard questionnaires and the data were 
analyzed with two approaches of structural equation modeling and fuzzy 
inference system. 

Findings: The findings in the structural equation modeling section showed 
that the set of background factors in the theoretical model of this research 
can explain 91.8 and 77.2 percent of the changes in customers’ behavioral 
intentions and customers' intention to turn (R-Square=0.918 0.772). Also, 
the results obtained from the fuzzy inference system showed that the 
effects of customer satisfaction and perceived risks are opposite to each 
other. 

Conclusion: In medium to high perceived risks, changes in customer 
satisfaction scores from a numerical value of 0.1 to 1 have a decreasing 
effect on the intention of customers to turn away. Also, the switching cost, 
compared to the brand image, has a lower effect in achieving positive 
behavioral intentions in customers; To the extent that with the realization 
of high switching cost, that is, scores higher than 0.8, it is only enough that 
the image of the brand is greater than the value of 0.2 to expect that 
positive behavioral intentions in customers will be realized at a very 
favorable level. 
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